David Brian
Dave is a Lecturer at the University of Central Lancashire (UCLan). Dave was a police officer for 30years reaching the Rank of Detective Superintendent. He now lectures on Master's Degree programmes at UCLAN and as an invited speaker at other universities. Dave is currently studying for a Professional Doctorate in Elite Performance and is a researcher in the field of policing and acts a supervisor to a number of Phd students undertaking research into multi agency working, domestic abuse, the protection of vulnerable people and early action, sexual consent and public engagement with police services.
Ian Dawson
Ian is a Temporary Superintendent in Lancashire Constabulary. He has been a Police Officer for 23 years and developed the Constabulary's approach to Evidence Based Policing which over the last 5 years has developed and delivered over 40 research projects, the majority of which have been in partnership with UCLan. As Head of Corporate Development and Futures Ian now leads on Evidence Based Policing for the Constabulary. The Constabulary also collaborates as part of Consortiums with Liverpool University, the N8 group of Universities and the Open University and has supported funding awards in excess of £6 million for Policing research. Ian has also acquired European Union funding for Domestic Abuse victim research.
He is currently studying for a M.St. in Criminology and Police Management at Cambridge
Introduction
As a result of cuts to the police funding budget (HMIC, 2013) , police administrators need to achieve a balance between reducing cost and maintenance of service quality whilst meeting service demands (Taylor Griffiths et al., 2014) . Achieving such a balance is challenged by the polices expanding responsibilities, i.e. new roles in community policing, security, and emerging crimes such as cyber enabled crime, (College of Policing, 2015) . Therefore, in order to strike an appropriate balance between competing priorities and tight budget constraints, police forces are seeking to identify major resource consumers in order to understand how they can be addressed to reduce the strain on the service.
Traditionally, reported crime statistics have served as a basis for police resource management analyses as a measure of workload (Wilson, 2012) . However recently, the College of Policing (2015) have reported that forces feel that the use of reported crime statistics in this way is inadequate: such statistics only reflect what is commonly referred to as 'traditional police business' (typically associated with criminal offences and could rarely be solved by other agencies) and fail to consider that the ever increasing level of 'non-traditional police business' being dealt with by officers on a daily basis is also likely affect demand (Wilson, 2012) . Despite evidence to suggest that crime has been decreasing since 1995 and that calls for police service received through the emergency '999' number has decreased by 23% since their peak in 2006/7, there is a widespread perception across UK forces that the demand on officers and staff has been, at least, maintained (College of Policing, 2015) . This effect may reflect a combination of the increase in certain serious and complex crime types (i.e. violence against the person, shoplifting, sexual offense, fraud and public order), the high number of convictions (nearly 1 million) and penalty notices (34,000) issued for non-notifiable offences, and the 14% (35,000) reduction in Police officers and staff in 2014 (College of Policing, 2015) . Nonetheless, there have been few empirical studies that can fully account for and describe the current public demand profile on the UK police service.
Previous research that has examined citizen demand for police services has typically found that the majority of police calls (between 80% -90%) were not directly related to crime prevention or control, but instead involved resolving disputes, noncriminal behaviour complaints and requesting public service assistance (Hill and Paynich, 2014; Johnson and Rhodes, 2009 ). However, whilst this statistic is strongly supported, it is important to consider the context of these calls. Her Majesty's Inspectorate of the Constabulary (2012) state that despite not currently being classed as crime fighting activity, at least 80% of the officers time is spent dealing with incidents that involve protecting people from becoming victims of crime or to prevent crimes occurring.
Supporting this, the College of Policing (2015) have recently reported that the demand generated by public safety and welfare incidents is increasing, and within some forces represents the largest number of reported incidents. This suggests that there have been significant changes in the basic focus of policing from conventional reactive policing (i.e. crime detection and control, order maintenance, registering and investigating crime, patrolling and responding to emergency calls) to proactive community policing (HMIC, 2012; Vinod Kumar, 2014) . Based on the theoretical framework of the Broken Windows theory (Wilson and Kelling, 1982) , community policing seeks to address minor offences in order to prevent more serious offences and violent crime occurring (Srinivasan et al., 2013) .
A preventative community policing approach is said to be critical because it reduces crime and the demands that go with it (HMIC, 2012). However, whilst reduced rates of property crime (Caudill et al., 2013) and violent crime (Ratcliffe et al., 2011) provides evidence to support the prioritisation of proactive community policing (Worrall and Kovandzic, 2010) , doing so also requires additional police resources at a greater cost (College of Policing, 2015Vinod Kumar, 2014) .
Repeat and/or demanding callers
The 'iron law of troublesome places' claims that a small proportion of locations are likely to account for the majority of reported incidents of crime and disorder (Bichler et al., 2013; Wilcox and Eck, 2011) . For instance, a minority of patients have been found to account for the majority of calls for the ambulance service (Edwards et al., 2014) . Similarly, some 'troubled families' who often have many generations displaying the same problems, may require more resources than others (Home Office, n.d). Repeat and/or demanding callers can place a significant burden on emergency services in general; both in terms of time and financial resources, and many factors can influence how people interact with the police in particular. For example, community differences can strongly impact police resource requirements with urban settings associated with more public demand that rural policing (Johnson and Rhodes, 2009; Taylor Griffiths et al., 2014) , with this further linked to social deprivation, low collective efficacy and cohesion (Sampson et al., 1997) Personal characteristics may also influence whether a person is likely to be a repeat caller. Key areas have been found to be those associated with alcohol/drugs and those with mental health issues. A recent UK report made by the College of Policing (2015) estimates that that mental health issues account for at least 20% of police time. This pattern suggests that dealing with individuals with mental health issues could be posing a considerable and increasing demand on police resources internationally (College of Policing, 2015; Health and Social Care Information Centre, 2014) .
Demand Management
As the police strive to meet the demands of their expanding roles and an increasingly expectant public (Fleming and Grabosky, 2009) , there are a few ways in which the police aim to manage the demand on their service, including grading incidents appropriately to prioritise tasks, and using reviews to identify high demand areas in order to implement preventative measures to reduce reoccurring problems. The 'troubled families' programme, which involves intensive work with particularly resource demanding families, is a prime example of this. The government's 'troubled families' programme has been found to reduce offending and antisocial behaviour and thus, reduce the demand on the police (Home Office, n.d).
Targeted policing can be seen as an effective tool for curbing demand by concentrating resources on specific crimes, criminals, victims and areas that are prone to cause high demand before calls for assistance occur (Karn, 2013) . 'Hot spot' policing involves deploying more patrol resources at 'hot spots' defined as "small clusters of addresses with frequent hard crime calls as well as substantial soft crime calls for service" (Sherman and Weisburd, 1995, p. 630; ) .
Similarly, problem orientated policing focusses on targeting strategies to specifically identified problems (Weisburd and Eck, 2004) . Generally, studies show that increases of police presence in places where crime is more concentrated results in significant reductions in crime calls (Weisburd and Braga, 2006) . In addition, this effect has been found to have a wider impact, as evidence indicates spatial diffusion benefits to the areas surrounding the policing intervention (Clark and Weisburd, 1994) .
Aims and Objectives of the Current Study
As a result of police budget cuts and reduced staffing, it is important to take an evidence based approach to understand the demand on the police service in an attempt to optimise the use of resources (Srinivasan, 2013; Taylor Griffiths et al., 2014) . It appears that the majority of calls to the police involve issues that are not inherently traditional police business (Hill and Paynich, 2014) . However, this is based on results from dated or non-British based studies. Furthermore, although it appears that some repeat callers hold specific traits, these are only loosely speculated at this stage. There are two key objectives to this research; (i) To give an overview of where the highest public demand for police resources in Lancashire Constabulary's Central Division has come from; and (ii) To profile the most demanding addresses in this area in order to understand why these particular households/families have such a high demand for police services.
Through increased understanding of who constitutes the main consumers of police resources and the reasons behind why there is such a demand from certain addresses, the police and their partner agencies will be more informed to better manage these high resource consumers, thus reducing the demand on the force (College of Policing, 2015).
Methodology

Data and Research Approach
Lancashire Constabulary commissioned this research to identify and understand the demand profile across their Central Division. Lancashire County has an estimated population of nearly 1.5 million with a rich diversity of communities, and Lancashire Constabulary covers 2,000 square miles and has 2889 Police officers and 1920 Police staff (Lancashire Constabulary, 2016) . For this purpose, data was obtained from Lancashire Constabulary data warehouses.
Raw data was extracted from Command and Control using a search criteria of all calls for service within the Central Division over the year of 2013 (01/01/13 -31/12/13). This search resulted in 63,430 records being attained. These were then compiled into addresses and ordered according to the number of records for each address so that the top users could be identified.
The top ten addresses for residential properties were compiled as were non-residential addresses within the following categories (see Table I ). The second stage of data collection involved obtaining the details of those who were associated with the top ten residential addresses.
[ Table I . Property categories]
Analysis
Descriptive results were calculated and analysed using total counts (n), percentages and appropriate measures of central tendency. Firstly, the top ten consumers within each of the five categories (see Table I ) were examined in terms of; (i) incident classifications (see Table II ),
(ii) the time frames these are occurring, and (iii) the response codes that were allocated to these incidents (see Table III ).
[ Lastly, a content analysis was conducted on residential household and family characteristics.
The profiling of residential addresses considered their local profiles to obtain key characteristics and warning markers. Individual incident logs were also examined to gain an understanding about the reasons why there was such demand from each address during the year.
Results / Findings
The top ten statutory bodies have the most incidents calling for police service (30%) compared with the top ten in the other address categories. This is followed by those in the retail category (24%) and nightlife (18%), with young people's services and residential requiring the least resources (14% of the total each).
Incident Classification
The majority of all reported incidents fell under the classification of 'other' (n = 1136, 28.35%) (see Table IV ). For the coded classifications, the biggest demand was from welfare (n = 756, 18.87%), nuisance (n = 734, 18.32%), and acquisitive person crime (n = 667, 16.65%).
[ Table IV . Incident classification for all categories profiled] Most of the top ten residential addresses were found to associate with one specific incident classification. When exploring the residential demand (see Table V ), welfare incidents accounted for the highest number of the reported incidents (n = 210, 37.91%). However, this was skewed by four addresses that accounted for 89.5% of the incidents. This suggests that welfare is a distinct problem area for some particular households, but that nuisance is causing problems across a wider amount of addresses.
[ Table V . Incident classification for individual address categories] Incidents classified as 'other' were found to be the biggest call for services in statutory bodies (n = 565, 47.28%), and the largest coded incident classifications were welfare (n = 245, 20.5%) and nuisance (n = 178, 14.9%) (see Table V ). However, this is skewed by the inclusion of a central hospital which generated a large number of welfare incidents. If this address is removed, statutory bodies accrue a larger amount nuisance incidents (n = 104, 20.47%) and 'other' incidents (n = 234, 46.06%). Despite this, welfare is still the third highest demand intensive classification accounting for 11.61% of the incidents (n = 59). For the top ten retail addresses, the most demand is focused on the acquisitive personal crime (n = 475, 49.63%). Again, 'other' (n = 192) and nuisance (n = 166) incidents were also highly demanding for retail addresses accounting for 20.06% and 17.35% respectively.
Within the top ten nightlife addresses, nuisance incidents required the highest demand (n = 208, 28.3%), accounting for an average of 21 incidents per address (see Table V ). 'Other' incidents also account for a high volume of police resources (n = 200, 27.21%), followed by acquisitive (person) crime (n = 105, 14.29%) and violence against a person (n = 101, 13.74%).
The highest demand within the top ten young people's services addresses was found to be welfare incidents (n = 231, 40.81%) (see Table V ). In particular the top two addresses accounted for 176 of the 231 welfare incidents (76%). Both these addresses are children's homes which indicated a potential need for a more robust partnership plan for dealing with such addresses When comparing incident classifications across the five address categories it can be seen that welfare and nuisance incidents account for the highest number of coded incidents. In contrast, across all address categories, acquisitive (household) crime and sexual offences accounted for the least number of incidents, both of which are typically considered as traditional police business. When looking at the incident classifications collectively in terms of 'traditional police business' and 'non-traditional police business' (removing the 'other' classification) traditional police incidents (acquisitive person and household crime, conditions, vandalism/criminal damage, violence against the person and sexual offences) accounted for 26.89% of incidents whereas non-traditional police incidents (disputes, nuisance, domestic incidents, and welfare) make up 44.78% of incidents.
Time Frame
Three time frames encompassed the largest demand: 11:01-14:00, 14:01-17:00 and 17:01-20:00, therefore, with the exception of vandalism/criminal damage incidents, the period between 11:01 and 20:00 was found to be the most resource intensive (see Figure 1 ).
[ 
Response Coding
Across all address categories, the response code (see Table III ) given the most was response code 3 (n = 1173, 29.27%) and the response code that was given the least was response code 1 (n = 276, 6.89%). This suggests that the majority of police resources are being used on planned response operations (code 3), and the least demand comes from the need for emergency response (code 1).
Response codes given for each of the address category were also examined. Response code 2 was the most frequently used code for responding to incidents at residential addresses (n = 208, 37.55%), whilst response code 5 was the least used (n = 21, 3.79%). For statutory bodies, response code 4 was found to be the most widely used (n = 406, 33.97%) and response code 1 was the least used (n = 59, 4.94%). Overall this indicates that for statutory services, there is little demand for emergency responses and most issues are resolved through a telephone resolution. For the retail category, response code 3 was the most used (n = 355, 37.1%), closely followed by response code 2 (n = 34.38%), whilst response codes 1 (n = 49, 7.94%) and 5 (n = 47, 7.04%) were the least used. Response code 5 was found to be the most widely used to answer nightlife calls for service (n = 208, 28.3%), whilst response code 1 is again the least (n = 40, 5.44%). Response code 3 was used the most to address issues at the top ten young people's services addresses (n = 237, 41.87%) and response code 1 used the least (n = 25, 4.95%). Therefore, there is rarely need for immediate response for incidents occurring at young people's services addresses, with five addresses not requiring any emergency responses within the year. The residential addresses had a greater amount of code 1 emergency responses allocated to incidents (n = 103, 41.8%) than any of the other categories, suggesting that the incidents occurring at residential properties require a more rapid response.
Residential Profiling
Out of the top ten demanding residential addresses, one was located within an area of high deprivation, seven were located in areas of medium deprivation, and two were located in areas of low deprivation. All addresses were located in urban residential areas; however they were spread out across the city. Four properties were flats, three were semi-detached housing and three were terrace houses. The number of residents in these properties ranged between 1-8 people.
On analysing the socio-demographic qualities of the families, it was found that 100% of the family members across all ten households were of 'White -Northern European' ethnicity. The age range of those who were connected to the top ten addresses was between 0-84 years old with an average 38 years old. Three of the ten addresses had under 18 year olds in the family. Regarding employment status, twenty people (43%) were listed as being unemployed and four people (9%) were employed. Four people (9%) were retired, six (13%) were school students and the occupation of thirteen people (28%) was unknown. Although there were an equal number of males and females across the sample, in 75% of cases the person calling for service was a female.
All of the ten addresses included at least one family member that had been involved domestic violence incidents, alcohol or substance abuse, or had experienced mental health issues. Eight out of ten addresses include someone in the family with mental health issues, six addresses included someone with alcohol addictions or who regularly partakes in alcohol abuse, five of the ten addresses were associated with cases of domestic violence, and four addresses included someone with substance abuse issues. 
Discussion
The current study took an evidence based approach to understand the demand on the police service in Lancashire Constabulary's Central Division in order to inform Police decision making regarding allocation of police resources (Srinivasan, 2013) . Whilst recorded crime has been found to be decreasing on a national scale over the past decade, demand on the police service has been maintained in other ways (College of Policing, 2015) .
Overall, the majority of incidents that the police are being requested to deal with are non-traditional police business, and therefore require the use of skills such as mediation and social service, rather than police statutory powers. In support of previous literature, only 26.89% of the reported incidents from highly demanding addresses were traditional police business (Scott, 1981) . In particular, welfare and nuisance incidents were found to demand the majority of police resources. This supports reports of an 11.5% increase of demand generated by public safety and welfare incidents in Lancashire, West Yorkshire and South Yorkshire (College of Policing, 2015) . As these types of incidents are often not seen as traditional police work, this is a contraction of the Home Secretary and Home Office's (n.d) view that the police should be used largely in a law enforcement capacity, and therefore the police may not be the most appropriate service to deal with them. However, it cannot be contested from the findings in this report that the role of the police service in England and Wales is changing due to the shift in requirements and expectations (Srinivasan et al., 2013) .
If police officers are trained to become better equipped to deal with these high frequency, but low-level problems or offenses, potential benefits could include the reduction of further crime and increased officer environmental knowledge to improve future problem solving (Walker and Katz, 2005) .
Furthermore, included in the majority of calls for service that were grouped as nontraditional police incidents were calls concerning disputes and domestic incidents and as such, could potentially escalate into a criminal offence and/or pose risk to the people involved without the presence of a police officer. Therefore, the extent to which a tiered policing arrangement could respond to these calls should be considered in light of the potential risk involved and threat of incident escalation as a result of the absence of sworn Police officers.
Supporting previous research, the geographical profiling of demanding residential properties found that people in areas of medium deprivation are most likely to be repeat callers for police assistance (Johnson and Rhodes, 2009) . Those living in areas of low deprivation have less need for the police as, generally, less crime and disorder occurs within these areas.
Those living in areas with high deprivation may be more likely to experience crime and disorder, but may be less likely to call the police. This effect may reflect the commonality of these events, reduced collective efficacy, or may reflect the distrust of the police and strained police-community relations in these neighbourhoods (Weisburd and Eck, 2004) . Therefore, those living in areas of medium deprivation tend to experience a moderate level of crime and disorder but still need the problems to be addressed by authorities, so are the most likely to call for service. The type of housing of the top ten addresses fell within three categories: flat, semidetached and terrace. Whilst this could indicate relationships between housing types and cause to call the police, this effect may more simply reflect the area in which the addresses are situated.
Despite a void of cited links between employment status and service demand in previous literature, the current study found that 43% of family members within the top ten demanding residential addresses were unemployed, making unemployed people the single largest group likely to demand resources. All ten of these households were associated with previous issues (i.e. mental health issues, incidents of domestic violence, or alcohol and/or substance abuse); however, only seven had previously received other agency involvement and five had received interventions aimed to improve their family situation. This indicates that there is potential for agencies to work together more effectively with certain families at an earlier stage, when problems are first visible in order to attempt to prevent future high demand.
Practical Implications
These results indicate that the police could potentially reduce the demand for service by enhancing work within two key areas; (i) early intervention and, (ii)partnership working .
Firstly, the majority of the residential repeat callers within this study were identified to have been struggling with a range of problems for some time. This highlights an area for early intervention to take place with children who show signs of behavioural problems and with those who start to display mental health issues, alcoholic dependencies or substance abuse before they reach crisis point and become high resource consumers. This has become a key aim of Lancashire's Early Action Team. Early Action is a multi-agency intervention at the earliest opportunity, delivering sustained solutions to individual and family problems, which is hoped to ultimately build social resilience and create thriving communities. Early Action applies to both children and adults and aims to reduce vulnerability, improve health and wellbeing, prevent crime and reduce demand across all public services, preventing problems rather than responding to them.
Secondly, as the majority incidents were not traditional police business, a large portion of the current workload could be more appropriately dealt with by other agencies or in partnership with other agencies. Not only could this improve incident resolution time, service and care for the caller, the demand on the police would be significantly reduced and resources could be more appropriately deployed to address traditional police business. For instance, coresponding police-mental health programs that are used to respond to 'emotionally disturbed persons in the community' have been found to facilitate strong community services partnerships and reduced justice system demands (Shapiro et al., 2014) . In addition, police and mental-health clinician emergency response partnerships have been found to generate service improvements such as more efficient service transition, reduced police officer 'down time', and improved interagency knowledge transfer (McKenna, Furness, Oaks and Brown, 2015) .
Furthermore, early interventions and partnerships should focus on promoting coproduction. Co-production involves the development of an equal and reciprocal relationship between the service provider and service user in recognition that the experiences of those who use the services can be utilised to improve it (Clark, 2015) . Co-production initiatives have been utilised successfully within the mental healthcare system, i.e. the Lambeth Living Well Collaborative (Innovation Unit, n.d). In order to promote co-production within Lancashire Constabulary, a new Early Action Support Volunteer role has been created for members of the public in which volunteers will provide support and mentoring services for individuals and families who have low to moderate needs and no longer require or receive support from agencies.
Limitations and future research
One limitation of this research is that the initial data search was based upon the number of incidents linked to addresses rather than the families reporting the incidents. As a result, the data might not include all calls for service from the families identified, or certain families that have high demand for services may not have been identified due to property relocation during 2013. In addition, the data in this study only included calls which were coded as incidents.
There were approximately 700,000 calls received in Lancashire in 2013 which were classed as 'non-incidents' and these were not included in the current data set. Furthermore, this research is limited to incidents occurring only during 2013 and in the one specific area (Central Division). Future research could examine if the same families are continuing to demand a large portion of police resources over a number of years in order to determine the effectiveness of any implemented interventions. This research does have the potential to be replicated across the different operating divisions with Lancashire Constabulary to examine if these themes are prevalent across the county. Finally, these results are based on quantitative data only and therefore lack full exploration of any contextual factors that may have impacted the findings.
Future research should utilise qualitative data based on real-world examples (i.e. call for service logs), to advance understanding of the topic and any contributing factors.
Conclusions
The requirements and expectations of the police are constantly changing and it is important that the police stay relevant by addressing current demands. In order to efficiently achieve this, the demand profile for Lancashire should be continuously monitored to ensure services fit this demand. This research found that the majority of incidents being dealt with by the police within Lancashire Constabulary's Central Division are not inherently traditional police work.
Furthermore, incidents most typically associated with traditional police work were found to occur the least in this sample. This suggests that reducing demand and addressing key issues requires increased involvement with other agencies to enable the most appropriate and effective response regarding calls for service. This multi-agency early response could also free resources and reduce overall costs. Where public assistance is not required, but an incident has occurred and a report needs to be written. 
